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ATTACHMENT 4.2(c): Summary of Input and Recommendations of the
State Rehabilitation Council; Response of the Designated State
Unit and Explanation for Rejection of Input or Recommendations

In response to the requirements and intent of the Rehabilitation
Act, as amended, House Enrolled Act No. 1447 was enacted on May
12, 1993, to establish the Commission on Rehabilitation Services.
This Commission is the State of Indiana’s Rehabilitation Council
as defined in the Rehabilitation Act of 1973, as amended. 

The Commission on Rehabilitation Services has met bi-monthly this
past fiscal year.  An annual report of the Commission on
Rehabilitation Services was completed for federal fiscal year
1998, and submitted to the Rehabilitation Services Administration
on February 12, 1999.  The following recommendations made by the
Commission reflect federal fiscal year 1998 Commission meeting
activities that were not concluded at the time of the submittal
of this State Plan attachment for federal fiscal year 1999, and
the federal fiscal year 1999 meeting activities concluded at the
time of submittal of this State Plan attachment that has an
effective date of July 1, 1999. 

Throughout the year, the Commission members received many
Vocational Rehabilitation Services documents and reports to
include: the Customer Satisfaction Survey; Annual Revisions to
the Title I State Plan for the Vocational Rehabilitation Services
Program, and its Title VI, Part C Supplement for Supported
Employment Services; the Strategic Plan for Vocational
Rehabilitation Services; Policy Manual drafts; appeal decisions;
the RSA 722 Report - Resolution of Applicant/Client Appeals;
resumes of potential Commission candidates and Impartial Hearing
Officer candidates; Customer Choice information, to include
Vendor Profiles; the Rehabilitation Act Amendments of 1998; and,
most recently, the Vocational Rehabilitation Services Redesign
documents, which emphasize customer service.  The Commission was
also kept apprised of State legislative issues.

The sharing of this information provided the Commission with the
opportunity to acquire increased knowledge, develop initiatives
for the Commission to undertake as a whole or by a particular
committee within the Commission, and present recommendations to
Vocational Rehabilitation Services.  The Commission’s expertise
was further enhanced by the participation of members in the
Vocational Rehabilitation Services three day statewide training
held in Indianapolis on October 27-29, 1998 regarding the
Rehabilitation Act Amendments of 1998. 

In June 1998, Vocational Rehabilitation Services made the
decision to modify the Strategic Plan.  A public hearing was held
and the
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Commission was asked to review the document.  The comments
provided by the Commission addressed several areas of the plan,
as outlined below.

General Comments -  The limited scope of the plan does not
appear to describe truly innovative strategies to expand and
improve vocational rehabilitation services.  The Management
Team should take adequate time to go on a retreat and
identify several major issues where efforts will be focused.
The format should identify steps to be taken to work toward
the goal, and state the way progress will be measured.  The
plan should address the need to achieve a balance between
maintaining high quality of services and the cost associated
with this versus the need to be fiscally responsible.  

Employee Focus - Vocational Rehabilitation Services should
consider undertaking an assessment of Vocational
Rehabilitation Counselors’ caseload sizes and determine an
optimal caseload size. Based on projections of future demand
for vocational rehabilitation services, a plan should be
developed to add staff as needed to preserve the quality of
services.   

Operating System - Vocational Rehabilitation Services
acquisition and use of technology needs attention.
Vocational Rehabilitation Services should consider a study
of unsuccessful rehabilitations, to identify barriers to
rehabilitation, and develop a plan to address the barriers.

Consumer Focus - Vocational Rehabilitation Services should
develop a website, using it to post upcoming events and
meetings.

Marketing - More information is needed in the plan regarding
how many announcements and where they will be placed.

On August 14, 1998, the Commission submitted a letter to the
Governor in which the Commission endorsed the budget proposal
submitted by the Division of Disability, Aging, and
Rehabilitative Services requesting increased State matching
funds, which would allow Indiana to capture a higher amount of
federal funds, and safeguard against an order of selection being
implemented by the State agency. 

The Commission also wrote a letter to the Governor regarding
appointments to the Commission, based on the language in the
Rehabilitation Act Amendments of 1998, the Commission was seeking
permission from the Governor to enable the Commission to fill
interim Commission appointments when an individual leaves the
Commission before his or her term expires.      The Commission
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has

also revised its by-laws to more clearly define measures to be
taken when a Commission member does not attend meetings.

The Commission has continued to assume greater responsibility for
the review and analysis of the Customer Satisfaction Survey,
pursuant to the Rehabilitation Services Administration Technical
Assistance Circular, RSA-TAC-96-01, of February 26, 1996, Conduct
of Review and Analysis of the Effectiveness of the Consumer
Satisfaction with Functions Performed by Public and Private
Entities. The Customer Satisfaction Survey Committee was asked to
define the sample for next year's survey. 

The Customer Satisfaction Survey for federal fiscal 1998 targeted
all federal fiscal year 1998 rehabilitants, a projected total of
3,600, comprised the survey universe.  The survey contained 13
items, to be completed by each customer when he or she meets with
a counselor to sign the Final Plan Amendment.  Privacy was
provided, and the customer has had the option to complete the
survey elsewhere and mail it to VRS Central Office in the self
addressed stamped envelope provided.

For FFY 1999 the questionnaire underwent minor revision at the
suggestion of the Commission. For the federal fiscal year 2000
Customer Satisfaction Survey, the Commission Customer
Satisfaction Survey Committee has presented the following
recommendations:

1. Replace response options "Very Much" and "Not At All" with a
letter grades "A" through "F" and alter the instructions   
at the top of the questionnaire accordingly,

2. Insert a graphic happy face above the "A" grade column and a
     sad face above the "F" grade column,
3. Change all items from the present third person style to

first person style as some counselors have suggested,
4. Make as many word changes suggested by counselors as

possible without changing the basic structure of the items,
5. Add boxes at the bottom of the questionnaire for respondents

to check if they wish to discuss their services with the
Area Supervisor or the Region Manager,

6. Add instructions at the top of the questionnaire on how to
use the boxes at the bottom of the page to request an
interview with the Area Supervisor or the Region Manager,

7. Add to the instruction sheet an explanation of why the
Client (Customer) Number on the questionnaire is needed and
why it does not undermine confidentiality,

8. Delete from the instruction sheet reference to Area
Supervisor follow ups to see if disgruntled respondents
wish to discuss their services. (Place control of whether
or not the respondent is contacted and involved in the
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review exclusively in the hands of respondents through the
use of check off boxes at the bottom of the questionnaire.)

9.  Add to the bottom of the questionnaire an opportunity for
respondents to make comments on the back of the
questionnaire.

Representatives from Protection and Advocacy and the Indiana
Council on Independent Living, as members of the Commission, have
enabled the Commission to identify issues affecting Vocational
Rehabilitation Services, and have served as valuable resources to
effectively initiate coordination activities throughout federal
fiscal year 1999.

In January 1999, a member of the Commission, representing
Protection and Advocacy, provided comments regarding the
Vocational Rehabilitation Services Policy Manual draft.  It was
recommended to Vocational Rehabilitation Services that in keeping
with the agency’s redesign project which emphasizes customer
service, all references to the “client” in the Policy Manual
should be changed to “customer.’  In addition, the Mission
Statement should be looked at in terms of noting customer service
as a core value. 

The Commission and the Indiana Council on Independent Living
initiated plans to host a legislative reception during federal
fiscal year 1999. The legislative reception took place on
February 16, 1999 and included the additional participation by
the Governor’s Planning Council for People with Disabilities, the
Council of Volunteers Organizations for the Handicapped, the
Association for Retarded Citizens, and a community rehabilitation
program.  Approximately, twenty-five legislators, as well as a
number of staffers, attended the reception       

The Commission recognizes the importance of increased linkages
with the Indiana Council on Independent Living and is cognizant
of issues and needs impacting the Independent living movement in
Indiana.  On March 2, 1999, the Commission wrote a letter of
support for a federal grant to expand independent living services
which are available in Indiana to persons age 55 and older who
are blind and visually impaired. 

The Commission and Council have also made the decision to conduct
joint meetings two times per year, rather than once per year.
Joint meetings were held on December 10, 1999 and will also take
place on June 11, 1999.   

On March 10, 1999, members of the Commission and members of the
Council were each sent a letter announcing the dates, times, and
locations of the State Plan public hearings.  They were also
provided with a copy of the State Plan for their review and
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comments.

On March 26, 1999 a member of the Commission submitted written
comments regarding Attachment 4.2(c): Summary of Input and
Recommendations of the State Rehabilitation Council; Response of
the Designated State Unit and Explanation for Rejection of Input
or Recommendations, as reflected in the text of this document
under #9. regarding the Commission’s recommendations for the FFY
2000 Customer Satisfaction Survey.

On March 26, 1999, the following collective comments were
submitted from the Commission.
--------------
The Indiana Rehabilitation Services Commission’s,
Operations/Policy Committee has reviewed the proposed VRS State
Plan Document and Attachments, and offers the following comments
for consideration:

Page 6 (b) Designated State Unit (1)(E)

This appears to imply that these functions are performed by DDARS
while they are actually performed by VRS.

Page 7,  4.2, (b) (1) 

Consistent with the reauthorized Rehabilitation Act, the Council
intends to become more extensively involved with its role in
relation to goals and priorities as well as in regard to
assisting VRS in assessing progress toward annual goals.

Page 7,  4.2, (b) (3)

It is suggested that in the future, the State Plan cycle be
mapped out with timelines, such that the Council can plan further
ahead so that more adequate opportunity can be assured for
Council review and input.  During the past several years, the
process has been so rushed that the Council was not afforded
optimal opportunity for meaningful review and comment.

Sec. 4.2 

Overall this is an accurate description of the role of the
council.

Attachment 4.2 C Rehabilitation Council, Page 2

We recommend including that the Council wrote the Governor urging
him to delegate to the Council, consistent with the reauthorized
Act, the authority to make appointments to fill council seats
vacated before the term of service has expired.
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Attachment 4.2 C Rehabilitation Council, Page 3

We recommend including that the two day retreat is also for the
purpose of planning out the year’s Council business and deadlines
for the upcoming year, i.e. review and comment on the State Plan,
setting of goals and priorities and assessment of progress.

The Council revised the by-laws, including for example removal of
inactive members.

We recommend that the Committees could provide abbreviated
reports in this section concerning some of their achievements for
the year.  The Operations/Policy Committee reviewed all
administrative decisions and rationale and identified some policy
issues as a result of this review process.  The Committee also
made recommendations to VRS concerning the mediation process and
the need for a mediation policy.

Attachment 4.2 C Rehabilitation Council. Page 5.  Paragraph 3. 

We recommend including that an additional reason for holding the
Council meetings in communities around the state, was to make the
Council and the meetings more accessible to customers of VRS and
to the public at large.

Page 8, 4.3.  Consultation regarding administration of the State
Plan.

The consumer forums undertaken this past year have really
increased customer input to VRS as well as access to VRS decision
makers.  These will be continuing under the new State Plan.

Page 9, 4.3 (e)  Input by Council into Plan.

The Council is planning a two-day retreat this year to afford
more adequate opportunity for Council review.

Page 17, 4.12 (a)(1) Needs Assessment. 

It appears that the needs assessment is intended to be more of a
comprehensive overall VRS assessment.  Our described effort is
confined to only assessment of needs in the independent living
area.  The Council should look at future assessment efforts of a
more comprehensive nature.

Page 44, 7.6  Minority Outreach  Attachment 4.12(d)(2)

Our described activities really do not appear to demonstrate much
activity specifically aimed at minority outreach.  Perhaps more
specific activities could be added, taken from the Regional
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Development Plans, or planned for in the future.  The Council
would find demographic information on the minorities present in
the state, and their geographic locations very helpful in
considering VRS’ minority outreach effort.  We also recommend
that these efforts be evaluated annually to assess their
effectiveness.

Attachment 4.11 (b) Page 3 of 10 Training

We recommend a more assertive plan, in view of the reauthorized
Act’s emphasis on staff qualifications and the issues posed by
this in the state personnel classification and pay rate system,
to not only increase qualifications, but also address the issues
of commensurate pay and classification.  We need to address
retention of these higher qualified professionals.

Attachment 4.11 (b) Page 4 of 10 Training

Although, Braille printers are mentioned, we are given to
understand that  they do not work due to an incompatibility with
VRS’ computers software.  We feel that VRS needs to quickly look
into this and correct any problems to comply with the ADA and the
Rehabilitation Act.  Every VR office must have the capacity to
quickly convert text to Braille.

Attachment 4.11 (b) Page 5 of 10 Training 

The need for training in the use of available technology
(computers) is desperate.

Attachment 4.12 (b) Last paragraph.

Should it read implement order of selection?

Attachment 4.12 ( c ) (1) Goals and Priorities

These are actually the goals of the Redesign Team to result in
VRS becoming a more customer service oriented agency.  Should
this redesign concept be somewhat explained?

The Committee doesn’t particularly object to these goals.
However, it should not appear as though the Council was involved
in their development, as they will have seen them for the first
time in this draft State Plan and have not had an opportunity to
previously review or adopt them.

The current Redesign idea has been shared with the Council, but
it is recommended that ample time be reserved at the next Council
meeting for more discussion of this subject, as some members may
have concerns as to certain aspects of the redesign, such as use
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of the term customer vs. client, and the connotations which these
terms may carry as to the professional character of the
relationship.

Attachment 4.12 (d)(3)  Overcome Barriers - Increase the number
of supported employment providers. 

We recommend more detail on how this is to be accomplished.

We wish to extend our compliments and express our appreciation to
the VRS staff and administration for the hard work and many
hours, that have obviously gone into the preparation of the State
Plan document.  We believe that with the Plans’ implementation
and the continued cooperative efforts of the dedicated staff and
leadership of VRS, Hoosiers with disabilities will be able to
obtain the quality jobs to which they aspire.
--------------
Positive measures continue to be initiated by the Commission to
ensure that the Commission's duties and functions are achieved,
consistent with the Federal Regulations. In an effort to enhance
coordination, the Commission sent letters inviting the following
councils to attend a future Commission meeting: the Mental Health
Advisory Council; the State Advisory Council on Education of
Students and Youth with Disabilities; and the Indiana Commission
on Mental Retardation and Developmental Disabilities. The
measures being taken by the Commission to network with other
Governor appointed Boards, Councils, and Commissions will enhance
the visibility of the Commission and provide linkages to other
agencies and programs, resulting in greater public awareness of
the Vocational Rehabilitation Services Program.  The Commission’s
active participation in national activities has also occurred in
1998 and will continue in 1999. The Vice Chairperson of the
Commission and the Deputy Director of Vocational Rehabilitation
Services attended the Council of State Administrators of
Vocational Rehabilitation (CSAVR) Spring Conference in 1998 and
will attend the  Conference in April  1999. This opportunity
provides the Commission with exposure to the national issues and
concerns facing the public Vocational Rehabilitation Services
Program, and enables the Vice Chairperson to establish
relationships with counterparts from other states.

In 1998, two Commission members and a member of the State Agency
attended the Rehabilitation Services Administration, Region V,
meeting of State Rehabilitation Advisory Councils. Chairs, Vice
Chairs, and State agency representatives from Indiana, Wisconsin,
Illinois, Michigan, and Minnesota gathered to share information
which served to enhance understanding of the Commission's purpose
and function, and enabled those present to obtain insights on
particular areas of responsibility.  Plans are underway to have a
meeting again in 1999.  The Commission looks forward to continued
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participation in 1999.

The Commission conducts six business meetings each year.  In
networking with Vocational Rehabilitation Services staff and
customers, the decision was made to conduct business meetings in
Vocational Rehabilitation Services Regions as often as possible.
In 1999 all meetings except the two joint meetings with ICOIL
will be held outside the Indianapolis area.  The Commission
believes that interactions with Vocational Rehabilitation
Services staff and customers will be essential as they establish
their goals and priorities and work with Vocational
Rehabilitation Services to establish its goals and priorities. 
The meetings held throughout the state are also intended to
increase VRS customer participation by being more accessible to
VRS customers and to the public at large.

The five Vocational Rehabilitation Services Regions have each
developed Region Plans which include outreach to underserved
populations.  The Commission will focus attention on this matter
as business meetings are held in each Region.

As the Commission looks to the future, the Rehabilitation Act
Amendments of 1998 will continue to be the foundation for the
Commission’s federal fiscal year 1999 activities and their plans
for federal fiscal year 2000.  As mandated, the Commission will
work in partnership with the Division of Disability, Aging, and
Rehabilitative Services to develop, agree to, and review State
goals and priorities.  A two day symposium is planned for late
summer 1999 to provide the Commission with detailed information
about the Vocational Rehabilitation Services Redesign Project,
and to enable them to work with Vocational Rehabilitation
Services to establish VRS goals and priorities and develop a
method for measuring the progress of the State agency, and  also
to establish the Commission’s goals and priorities in relation to
the State agency’s State Plan and the overall assessment
assessment of VRS.  

The Commission and the State unit have continued to experience e
a positive working relationship. The State unit has not rejected
any of the Commission’s recommendations and has either acted on
their recommendations, as noted within the text of this document
and the entire State Plan, or, in those instances when action
cannot be taken at this time, is taking them into consideration
as the Vocational Rehabilitation Services redesign activities
continue.  The two day symposium planned for the Commission
members in late summer will focus on the Commission’s role and
responsibilities and will further enhance the effectiveness of
the working relationship between the Commission and Vocational
Rehabilitation Services


